Head of
Customer
Experience
and Impact

Communities directorate
The Communities directorate brings together most of our operations (outside of housing)
and works across the entire group. The directorate has around 100 staff – focussing on
Children and Families, Health and Wellbeing, Youth and Customer Services. These are
predominantly the main business streams with each one delivering a wide variety of
services and projects that differ across our branches.
Customer services
Our customer service team (currently known as Front of House) is about to embark on a
significant change programme thanks to the introduction of this role. It will focus on
creating and embedding a new customer centric culture and service user focused drive
towards excellence. The role will ensure we put customers at the heart of everything we
do, and be the driving force for excellent communications with customers by ensuring we
deliver a great service throughout our business.
Youth services
The Woolwich Youth Zone (WYZ) provides youth work in South London. During the last
year at WYZ, we have introduced both one-to-one mentoring (staff to child) and schools
group mentoring to work alongside our older and younger clubs. We have also developed
these clubs to be based on trauma-informed and therapeutic principles, and include
varied activities and discussions (as suggested by young people) and support spaces,
ensuring clubs are a safe, consistent hub for young people. In West Kent our youth work
is based out of community spaces where we run conventional youth clubs attended by
250-300 young people each month. We have a smaller youth club in Romford, run by
volunteers.

Children’s and family services
We support families in five main settings within Havering, Barking & Dagenham, Bexley
and Dartford. We offer After School Clubs and Holiday Clubs, as well as Preschool and
Nursery full-day, early years childcare. Most of our provision is based within Local
Authority target areas, meaning we work with some of the more vulnerable families
within the community, and the majority of our early years income comes from Local
Authority funded places. Our settings have a higher than average number of children
with special educational needs (SEN), and children linked to social services, or in receipt
of Early Years Pupil Premium (EYPP).
Since 2019, we have been offering a new support service for our most vulnerable
families through our new Family Inclusion Project. This project has seen our funded
Family Inclusion Co-ordinator working with caseloads for individuals, as well as
developing family workshops. We have also supported the Special Educational Needs
Practitioners to ensure that all children’s needs are met to the highest standard.
In West Kent, The Horizon Project provides an alternative educational provision for 16–
19-year old SEN pupils, supporting students who have experienced challenges in
mainstream education by working towards qualifications in a vocational skill; studying
carpentry alongside functional skills (English and Maths).
Health and wellbeing
Our Health and Wellbeing Services operate out of our Romford branch, with members
coming from the boroughs of Barking and Dagenham and Havering. The range of
services we offer includes:
•
•
•
•
•
•
•
•

gym membership
fitness classes
Personal Training
sports programme
cancer and stroke rehabilitation
after school clubs
PE lessons (Activ8)
specialist sports, gym sessions and classes for young people, seniors and people
with additional needs

This role will be the business lead for customer services and data management –
leading the newly formed customer experience team and ensuring data and
information systems are in place to be able to accurately report on the impact and
outcomes of YMCA TG’s work. The role will focus on creating and embedding a new
customer centric culture and service user focussed drive towards excellence.
The role will ensure we put customers at the heart of everything we do – be the
driving force for excellent communications with customers by ensuring we deliver a
great service throughout our business.

Job title

Head of Customer Experience and Impact

Contract type
/employment period

Permanent

Salary (FTE)

c. £43,000

Hours of work per
week

37.5 hours - Full Time

Accountable to

Director of Communities

Responsible for

Customer Services Team

Locations

Across all sites

Key relationships

Managers, Staff, External Agencies, Parents/ Guardians,
Clients

Customer Experience
• To design, develop and roll out a Customer Experience Programme
embedding a culture that delivers customer centric services and focusses on
excellence
• To act as the customer experience lead across the business leading and
supporting the development of effective policies, procedures and monitoring
mechanisms to ensure all customers receive the highest level of customer
service
• Address ‘customer equality’ by ensuring that we are providing a high and
consistent level of customer care throughout the business across all service
areas and locations
• Manage the Customer Experience team (directly line managing the Customer
Experience Co-ordinators) coaching individuals on their performance to
exceed targets through regular 1:1s, identifying training needs and
performance management
• Introduce a ‘brand standard’ to our approach to customers; establishing a set
of agreed behaviours and approach of that are consistently applied
throughout the group; ensuring high quality customer service is received by
all visitors, members and residents
• Be the business lead for complaints; taking full ownership of end to end
process and support and co-ordinate complaint management, responses and
corrective action
• Champion best practice in complaints handling and customer satisfaction
across the wider business
• Maintain, update and improve complaint handling procedures and processes.
• Regularly report on customer complaint activity and trends
•

•
•

Focus on the continuous development and implementation of an efficient and
effective complaints handling framework
Work closely with the relevant teams to understand the root cause of
complaints and make recommendations to improve process and develop best
practice

Impact Strategy and Culture
• Responsible for developing and embedding impact strategy for the
organisation
• Work with board and operations committee to embed impact
• Lead an impact focused culture across the organisation
• Support the board and senior leadership team to develop and understand the
importance of social impact reporting and theory of change
• Ensure our impact KPIs are in line with the organisation’s mission, vision and
values and this is consistent throughout the organisation
• Identify and respond to stakeholders’ needs through developing strategy for
programme performance and impact
• Work closely with Marketing, Communications & Fundraising team
Department to guide and inform the organisation’s impact narrative for
marketing and communications general purposes and projects
• Work closely and effectively with all teams to ensure a thorough
understanding of YMCATG and the needs of our residents, members, families
and young people
• Build relationships with other YMCAs and external organisations especially in
relation to impact and programme performance.
• Work with YMCA England & Wales and other YMCAs across the movement to
measure impact nationally and well
• Develop understanding of current research to contribute to shared
organisational knowledge, keeping up to date with the most recent changes
in impact by attending external training and networks
• Develop outcomes frameworks and surveys to measure impact
Information Management
• Become business system super user & provide training to other users in the
department
• Provide analysis on trends, emerging gaps and performance, to further
enhance our offer and improve client outcomes
• Work with the Customer Care lead to ensure all outcomes monitoring
includes service user feedback
• Ensure department maintains accurate confidential staff, children and
member records on the relevant systems system and on hard copy file
• Keep records essential for control, evaluation, and reporting to all
stakeholders, the Board, Department Heads, the Executive Team and the
Executive Director
• Preparation of personnel, financial and statistical and business records
necessary for smooth running of the directorate.

Education/qualifications
ESSENTIAL
• Degree/ HND/ Level 4 or a relevant level of qualification, in an information
management or numerate based subject.
DESIRABLE
• Relevant Qualification in Process Excellence (Six Sigma/Lean Sigma)
Leadership qualification
Knowledge and Experience
ESSENTIAL
• Experience of managing operations in a customer service (or facing)
function
• Experience of challenging the norm and improving customer journey
• Experience and or understanding of the YMCA or our service areas
• Experience of driving customer focussed culture throughout organisation
• Experience of managing service improvement projects
• Experience in using data to shape services and or customer led
improvements
• Experience of working collaboratively with wide range of teams to drive
performance improvements
• Experience and awareness of how services impact customers and mission
• Experience of working on own initiative and ability to work independently

DESIRABLE
•

Experience of maintaining and reporting from a complex or integrated
management software/ database system

Skill and abilities
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Customer centric - able to understand the impact of our service on
residents, members and colleagues
Strong interpersonal skills, with ability to engender confidence, support and
commitment from others
Excellent written and verbal communication skills.
Ability to effectively manage a customer service team
Outcome focussed – able to easily remove obstacles and barriers in order
to get result
Computer literate and confident at high level in a range of software
packages; Excel, Word, PowerPoint, Access Database and Outlook
Data driven – has the ability and wherewithal to adapt services based in
line with data
Excellent organisational skills in relation to the planning of work and
systems
Able to set up and embed effective systems and processes
Ability to work with people from a range of backgrounds and cultures in a
respectful manner
Able to establish effective working relationships with colleagues at all levels
Self-motivated and socially adept
Has a can-do attitude with a solution-focused outlook
Able to treat services, customers and colleagues with equal importance
Committed to the effective delivery of a high-quality service
Committed to introducing a consistent and outstanding customer focus and
ethos
Flexible approach to working out of hours on occasions as required
Awareness and understanding of Safeguarding and Health & Safety
standards and application of such standards in own work environment.

Personal qualities
•
•
•
•
•
•
•
•

Uses own initiative and independence to deliver key objectives
Can work under pressure and prioritise workload
Committed to providing high quality services to the local community
Ability to relate to a wide range of people
Adaptable and have a willingness to embrace challenges and change
Awareness and understanding of safeguarding and health & safety
standards and application of such standards in own work environment
Able to self-motivate and drive forward new work
Committed to principles of equality and diversity.

Applications should be emailed to HeatherStevenson@ymcatg.org and must be
received by 9am on Monday 11th July 2022. Your application should comprise:

• a covering letter of not more than two pages outlining your relevant

experience for the role and including your motivation, mentioning why
the work of YMCA Thames Gateway Group excites you
• CV, including educational and professional qualifications and a full

employment history
• daytime, evening and/or mobile telephone numbers (to be used with

discretion)

Thank you for your interest in the work of YMCA Thames Gateway Group. Please
do not hesitate to get in touch with Heather Stevenson (Executive Assistant)
heatherstevenson@ymcatg.org should you have any questions regarding this
appointment process.

